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Introduction 

This  project  was  initiated  as  a  requirement  for  completion  of  the  Management 
and  Leadership  Training  Course.   The  purpose  of  such  a  project  is  to  allow 
participants  an  opportunity  to  explore  an  area  of  interest  for  which  time  and 
work  commitments  do  not  generally  allow,  and  to  document  their  findings  or 
draft  products.   The  project  may  be  a  fully  developed  workable  proposal;   a 
completed  product,  particularly  when  dependent  upon  higher  organizational 
approvals ,  is  not  necessary  to  fulfill  the  requirements  of  the  Management  and 
Leadership  Project.   Project  sponsorship,  usually  by  a  management  level 
employee  or  supervisor,  is  considered  sufficient  to  initiate  the  project. 
Monte  Jordan,  Associate  State  Director  agreed  to  sponsor  this  project  because 
of  the  close  ties  of  the  Prototype  and  Records  Transition  efforts  to  the  New 
Mexico  State  Office. 

Purpose  of  Project 

This  project  incorporates  a  number  of  objectives.   The  foremost  objective  was 
to  obtain  quantitative  information  about  services  received  by  BLM  public  room 
customers.   Such  information,  including  criticism  and  suggestions,  can  then  be 
fed  back  into  overall  BLM  public  room  procedures,  and  improvements  or 
adjustments  made.   Total  quality  management,  in  which  customer  satisfaction  is 
a  key  component,  was  also  incorporated  as  an  objective  in  this  project. 

In  order  to  obtain  baseline  information  on  customer  satisfaction,  a  survey 
instrument  was  developed.   The  main  objective  for  developing  this  survey  was 
to  obtain  a  reliable  sample  of  public  feedback.   Because  the  survey  would  be 
primarily  used  by  field  offices,  the  instrument  also  was  required  to  be  easily 
administered  by  field  offices,  and  to  include  some  method  for  field  offices  to 
tally  results  simply. 

The  Paperwork  Reduction  Act  requires  approval  by  the  Office  of  Management  and 
Budget  when  any  government  agency  asks  the  same  questions  of  more  than  nine 
members  of  the  public.   Therefore  this  project  logically  culminates  at  the 
completion  and  submission  of  an  Information  Collection  Budget  request  through 
BLM  Headquarters  to  OMB.   Completion  of  the  paperwork  required  by  0MB  meets 
the  final  objective  of  this  project. 

Methodology 

Utilizing  information  provided  by  the  New  Mexico  State  Office,  I  reviewed 
functional  statements,  position  descriptions,  and  work  flow  analyses  of  the 
public  room.   From  these  information  sources,  I  developed  a  generic  public 
room  policy  statement,  which  was  further  detailed  by  proposed  objectives,  such 
as  "Responds  to  inquiries  from  the  public,  BLM  employees,  and  government 
entities  regarding  public  land  records,  regulations,  and  procedures  for  filing 
land  use  applications,  mining  claims,  etc."   I  then  broke  down  the  goals  into 
objectives  which  could  be  quantified,  such  as  "90%  of  all  written  inquiries 
are  answered  within  24  hours."   All  products  were  reviewed  by  the  New  Mexico 
State  Office  to  ensure  that  the  policy  statement  and  objectives  were  accurate, 
and  to  verify  that  the  goals  were  achievable.   Some  of  the  goals  were  modified 
to  meet  the  expectations  of  New  Mexico  management  and  employees. 


I  then  developed  a  questionnaire  to  help  determine  if  these  goals  were  met. 
The  questionnaire  is  designed  to  be  administered  yearly  during  a  specified 
week  to  all  members  of  the  public  who  contact  the  public  room,  whether  in 
person,  by  telephone,  or  by  letter.   The  questionnaire  utilizes  a  multiple 
choice  box  arrangement  for  ease  in  completing  and  tallying,  and  a  space  for 
additional  comments.   I  have  also  developed  instructions  for  administering  the 
survey,  so  field  offices  results  may  be  as  accurate  as  possible.   The  Xerox 
Corporation,  through  an  agreement  with  the  Department  of  the  Interior, 
reviewed  the  questionnaire  for  flaws,  and  made  several  helpful  suggestions. 

The  results  may  be  tallied  using  a  Word  Perfect  5.1  macro  which  also 
calculates  percentages  of  responses  to  each  level  of  satisfaction.   The  macro 
also  generates  a  results  report  format  designed  for  Laser  Jet  printers  with 
the  most  standard  fonts  available  in  field  offices.   Instructions  for  using 
the  macro  are  incorporated  in  comment  boxes  within  the  macro. 

I  have  coordinated  the  approval  of  this  questionnaire  with  the  staff  of  W0- 
783,  and  their  goal  is  to  ultimately  use  this  as  a  Bureauwide  tool  to  collect 
baseline  public  room  information.   Although  I  developed  and  submitted  a 
Information  Collection  Budget  package  for  submission  to  OMB,  I  cannot  test  the 
questionnaire  (test  sites  -  New  Mexico  and  Montana)  until  OMB  has  approved  the 
package.   No  objections  are  expected  from  the  Department  or  from  OMB,  and  I 
anticipate  approval  will  occur  no  sooner  than  June,  1992. 

Remaining  Tasks 

After  the  receipt  of  OMB  approval,  New  Mexico  and  Montana  State  Offices  will 
administer  the  questionnaire  and  tally  the  results.   I  will  request  feedback 
on  the  questionnaire,  the  instructions,  and  the  survey  results  format  macro  to 
determine  what,  if  any,  improvements  are  needed.   I  will  also  evaluate  the 
reliability  and  accuracy  of  the  survey.   Any  changes  will  be  incorporated  into 
a  set  of  final  products.   In  addition,  any  change  in  the  number  of  responses 
must  be  documented  and  sent  to  update  Information  Collection  Budget  burden 
hours  for  future  OMB  approval.   At  that  time,  I  will  coordinate  with  WO- 783  to 
determine  if  the  product  has  utility  for  Bureauwide  application. 


Conclusion 

The  benefits  which  field  offices  can  obtain  from  utilizing  the  results  of  the 
questionnaire  developed  by  this  project  include: 

1.  Optional  use  of  a  professional  quality  public  room  customer  satisfaction 
measure. 

2.  Providing  input  to  employee  performance  evaluations. 

3.  Developing  a  strategy  to  plan  allocation  of  human  resources. 

4.  Planning  for  future  budget  requests. 

5.  Assessing  and  prioritizing  public  room  improvements  and  changes. 

6.  Anticipating  and  accommodating  customer  trends. 

7.  Improving  customer  satisfaction. 

8.  Making  public  assistance  easier  for  employees  by  clarifying  goals  and 
objectives. 

9.  Looking  for  ways  to  standardize  aspects  of  the  work  for  expedited 
service. 
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Management  &  Leadership  Project  Abstract 


Title: 


Customer  Satisfaction  Measures  for  BLM  Public  Rooms 


Summary:  The  goal  of  this  project  is  to  develop,  test,  and  refine 
an  instrument  to  measure  BLM  customer  satisfaction  with 
products  and  services.  This  instrument  and  resultant 
report  can  be  used  by  the  assigned  program  office  and/or 
field  offices  to  "grade"  public  room  performance, 
allocate  resources,  change  products  and  service  mix 
provided  to  the  public,  and  provide  guidance  to  their 
District  Offices. 


Objectives: 


— Evaluate  (and  develop  if  necessary)  public  room 

objectives  and  goals 

— Develop  and  test  instrument  to  gauge  customer 

satisfaction 

— Write  report  detailing  results 


M  &  L  Participant:   Wendy  W.  Spencer 
Project  Sponsor:     Monte  Jordan 


Phone:   FTS  776-6642 
Title:   ASD  -  New  Mexico 


Management  &  Leadership  Project  Plan 

The  final  goal  of  this  project  is  to  develop  a  consistent  and 
accurate  instrument  to  measure  BLM  customer  satisfaction  with  the 
public  room.  No  baseline  measurements  exist,  nor  have  any  goals  or 
objectives  been  developed.  Objectives  are  overall  standards  which 
an  office  would  strive  to  complete  or  to  provide,  such  as  "Ensure 
that  customers  receive  complete  and  accurate  information."  Goals 
are  more  concrete  statements  of  achievement  which  can  be  measured, 
such  as  "95%  of  all  copy  orders  will  be  completed  within  the 
timeframe  specified  for  each  type  of  order."  Such  objectives  and 
goals  must  be  developed  by  employees  directly  responsible  for  the 
accomplishing  the  work.  The  questions  used  to  measure  the  goals, 
after  testing  and  revising,  will  become  a  base  instrument  which  can 
also  be  used  by  other  BLM  public  rooms. 

The  New  Mexico  State  Office  is  conducting  a  Technical  Procedures 
Review  of  their  public  rooms.  This  review,  coincidental  to  the 
project,  will  provide  an  excellent  opportunity  to  develop,  review, 
and  test  a  customer  satisfaction  measure.  While  the  instrument 
will  be  designed  to  measure  public  user  satisfaction,  it  may  be 
altered  for  internal  customer  satisfaction  measurement. 

Two  offices  are  involved  in  this  effort.  The  New  Mexico  State 
Office  is  the  office  primarily  involved,  with  support  and 
assistance  from  Montana  State  Office.  Montana  has  agreed  to  test 
the  instrument  in  their  State,  and  possibly  some  field  offices. 


BLM  PUBLIC  ROOM  CUSTOMER  SATISFACTION 
PROJECT  PLAN  WORK  BREAKDOWN 


Major  Tasks 

Employees 

Date 
Begin 

Date 
End 

Review  functional 
statements  -  NM  &  MT  and 
develop  draft  objectives, 
goals  and  questions  for  TPR 

Spencer 

12/90 

1/91 

Participate  in  NM  TPR 

SC;  NM;  MT 

3/91 

3/91 

Write  TPR  final  report 

NM 

4/91 

5/91 

Develop  objectives,  goals  & 
draft  public  questionnaire 

NM ;  Spencer 

6/91 

6/91 

Review  questionnaire 

MT 

6/91 

6/91 

Prepare  final  questionnaire 

Spencer 

6/91 

6/91 

Prepare  ICB*  request  for 
public  questionnaires 

Spencer;  WO-771 

6/91 

7/91 

Develop  data  base  for 
questionnaire  tally  in  DBase 

Spencer 

7/91 

8/91 

Mail  questionnaires  &  collect 
responses 

Spencer ;  NM ;  MT 

10/91 

10/91 

Provide  data  entry  of 
responses  into  DBase 

SC 

11/91 

11/91 

Analyze  responses 

Spencer 

11/91 

11/91 

Complete  M  &  L  report; 
courtesy  copies  to  NM;  MT; 
WO-700 

Spencer 

11/91 

12/91 

*ICB  -  Information  Collection  Budget  -  all  agencies  are  required  to 
request  permission  from  the  Department  prior  to  collecting 
information  from  members  of  the  public. 


UNITED  STATES 

DEPARTMENT  OF  THE  INTERIOR 

BUREAU  OF  LAND  MANAGEMENT 

SERVICE  CENTER 

DENVER  FEDERAL  CENTER,  BUILDING  50 

P.O.  BOX  25047 

DENVER,  COLORADO  80225-0047 

In  Reply  Refer  To 
1400-410  M  &  L 
1270  TP 


October  31,  1991 


Memorandum 


To: 


Monte  Jordon 


From: 


Wendy  Spencer 


Subject: 


M  &  L  Project  Update 


On  August  30,  1991,  I  sent  you  copies  of  my  submission  to  Headquarters  for 
clearance  through  the  Office  of  Management  and  Budget,  as  well  as  the  Word 
Perfect  report  format.   At  that  time,  I  advised  you  that  because  the  approval 
process  with  OMB  takes  at  least  four  months,  delays  might  occur.   It  now 
appears  that  the  BLM  employee  handling  the  requests  has  been  on  extended  sick 
leave  and  that  the  project  completion  date  may  be  extended  by  at  least  three 
months  from  my  original  estimate  of  April,  1992  to  at  least  July,  1992. 
Clearly,  this  timeframe  is  becoming  unworkable. 

During  my  conversation  with  you  on  October  28,  we  agreed  that  to  expedite  the 
completion  of  the  project,  I  would  downsize  the  scope  of  my  project  to  include 
only  the  work  completed  to  date,  and  exclude  testing  results.   When  OMB 
approval  is  received,  I  will  test  the  customer  satisfaction  survey  as  agreed, 
and  write  an  addendum  to  my  project  paper.   With  these  changes,  I  will  plan  on 
completing  the  project  in  November,  1991,  with  the  addendum  complete 
approximately  July,  1992. 

If  you  concur  with  these  changes  as  my  M  &  L  project  sponsor,  please  sign 
below  and  return  to  me.   If  not,  please  indicate  your  preferred  changes  to  the 
timeframe  and/or  scope. 

Thanks  for  your  support . 


I  concur 
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Public  Room  Policy  Statement 

It  is  the  policy  of  the  Bureau  of  Land  Management  to  provide 
assistance  to  members  of  the  public,  State  and  Federal  agencies, 
and  BLM  employees  through  the  local  office  public  room.   This 
assistance  will  consist  of,  but  is  not  limited  to: 

1.  Maintaining  a  Public  Room  in  which  BLM  records,  such  as  land 
status  plats,  survey  field  notes,  serial  register  pages, 
case  files,  and  other  publicly  available  records  are 
maintained  for  public  inspection. 

2.  Providing  research  and  interpretation  of  BLM  records. 

3.  Providing  research  training  on  the  use  of  BLM  records. 

4.  Answering  general  questions  on  BLM  activities  and 
procedures . 

5.  Providing  information  in  the  form  of  brochures,  packets, 
handouts,  maps,  and  other  material. 

The  Bureau  of  Land  Management  provides  information  to  customers 
in  an  efficient  and  cost  effective  manner.   Overall  customer 
satisfaction  is  the  primary  goal  of  the  public  room. 


PUBLIC  ROOM  OBJECTIVES  AND  GOALS 
Operates  a  public  room/public  information  center. 

OBJECTIVES 

— Responds  to  inquiries  from  the  public,  BLM  employees,  and 
government  entities  regarding  public  land  records, 
regulations,  and  procedures  for  filing  land  use  application, 
mining  claims,  etc. 

— Provides  training  and  assistance  in  land  records 
interpretation  and  in  the  use  of  the  manual  and  automated 
records  system. 

— Acts  as  the  first  point  of  contact  by  answering  telephone 
or  in-person  inquiries,  taking  orders  for  copies,  providing 
general  information,  and,  if  necessary,  referring  callers  to 
others  when  appropriate. 

— Provides  technical  guidance  and  assistance  to  District  and 
Area  offices  in  public  room  standards,  methods,  and  state 
policy. 

— Provides  and  maintains  public  records  for  viewing  by 
public  and  other  users. 

GOALS 

a.  90%  of  all  walk  in  and  telephone  customers  are  assisted 
immediately. 

b.  90%  of  written  inquiries  are  answered  within  24  hours. 

c.  90%  of  telephone  customers  requesting  information  which 
requires  research  are  provided  the  information  within 
24  hours. 

d.  Training  in  public  land  manual  and  automated  records  is 
at  the  appropriate  level  for  90%  of  those  receiving 
training. 

e.  90%  of  all  callers  will  have  a  positive  experience  when 
calling,  visiting,  or  writing  BLM.   Customer 
satisfaction  is  expected  to  increase  over  time. 

f.  Copy  requests  are  mailed  or  given  to  requestors  in  the 
time  frame  promised  in  90%  of  cases. 

g.  100%  of  District  or  Area  public  inquiry  employees  have 
received  training  or  guidance  from  the  State  Office 
public  room  employees  within  the  first  3  months  of  job 
assignment,  or  have  received  update  training  yearly. 

h.    Public  land  records  are  current  and  easily  locatable  by 
90%  of  users. 


2.  Operates  and  maintains  records. 

OBJECTIVES 

— Provides  initial  data  entry  services  into  case  recordation 
and  corrections  as  needed. 

— Stores,  microfilms,  maintains,  and  distributes 
paper/microfilm  copies  of  public  land  records. 

GOALS 

a.  Data  entry  into  case  recordation  is  95%  accurate. 

b.  Data  entry  is  completed  and  validated  within  three  days 
of  receipt. 

c.  Paper/ film  copies  of  records  are  updated  and 
distributed  within  three  days  of  change. 

3.  Provides  collection  activities. 

OBJECTIVES 

— Provides  accounting  functions,  such  as  collections, 
billings,  and  transfer  services  on  land  record  related 
activities. 

— Provides  technical  assistance  to  Districts  and  Areas  in 
all  matters  of  collection,  billings,  and  other  accounting 
functions. 

— Formally  accepts  and  date  stamps  applications  and  other 
filings. 

GOALS 

a.  100%  of  District  and  Area  collection  officers  are 
provided  training  in  accounts/collections  by  the  State 
Office  public  room  within  3  months  of  job  assignment. 

b.  Accounting  functions  are  accomplished  with  an  error 
rate  of  no  more  than  2%  of  total  number  of 
transactions . 

c.  90%  of  customers  are  provided  answers  to  accounting 
questions  within  one  hour  of  inquiry. 
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Xerox  Corporation 

ISO/CSD 

7900  Westpark  Drive  A400 

McLean,  Virginia  22102 

703-442-6700 


July  16, 1991 


Ms.Wendy  Spencer 
U.S.  Department  of  the  Interior 
c/o  Bureau  of  Land  Management 
Denver  Federal  Center,  Building  50 
Denver,  Colorado  80225-0047 

Dear  Ms.  Spencer: 

As  a  follow  up  to  your  request  for  TQM  assistance,  I  have  included  a  revised  survey 
that  I  believe  will  meet  your  requirements.  In  addition,  I  have  included  copies  of  the 
periodic  surveys  that  we  send  to  decision  makers,  key  operators,  and  administrators 
so  that  you  can  see  the  subtle  differences. 

In  my  opinion,  question  one  (1)  would  be  the  key  driver  of  customer  satisfaction.  If 
your  customers  check  off  the  Very  Satisfied  or  Satisfied  blocks,  you  should  consider 
them  as  satisfied.  If  they  check  off  Neither  Satisfied  Nor  Dissatisfied,  Somewhat 
Dissatisfied,  or  Very  Dissatisfied,  you  should  consider  them  dissatisfied.  This 
question  measures  overall  customer  satisfaction  and  the  others  measure  specific 
areas  of  satisfaction/dissatisfaction.  At  Xerox,  91%  of  our  customers  are  satisfied 
(they  checked  the  very  satisfied  or  somewhat  satisfied  blocks).  Our  goal  in  1991  is 
93%  satisfied  and  in  1993  we  are  moving  toward  100%  satisfied.  In  addition,  I  have 
included  some  of  the  output  reports  that  we  use  to  track  customer  satisfaction  results 
on  a  monthly  basis. 

Please  feel  free  to  call  me  at  703-  442-6728  (Xerox)  or  301-403-4530  if  you  have  any 
questions. 

Very  truly  yours, 
XEROX  CORPORATION 
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Charles  P.  Kendig 

Quality  Officer 

Integrated  Systems  Operations 


CPKimrr 

c:     J.  Watkins 


^E^TAward 

Wl989 
^P^M Winner 


Malcolm  Baking? 

National 
Quality 
Award 
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XEROX  CUSTOMER  SATISFACTION  SURVEY:  DECISION-MAKERS 

This  questionnaire  should  be  completed  by  the  individual  who  makes  decisions  about  the  acquisition  of 

.  Please  focus  on  your  experiences  in  the  product  areas  mentioned  as  you 

complete  the  questionnaire. 

SECTION  I:    GENERAL  SATISFACTION 


1 .       Based  on  your  recent  experience, 
how  satisfied  are  you  with  Xerox? 


Based  on  your  recent  experience,  would  you 
acquire  another  product  from  Xerox? 

Based  on  your  recent  experience,  would  you 
recommend  Xerox  to  a  business  associate? 


Very 

Somewhat 

Neither  Satisfied 

Somewhat 

Very 

Satisfied 

Satisfied 

Nor  Dissatisfied 

Dissatisfied 

Dissatisfiec 

□ 

□ 

□ 

□ 

□ 

Might  or 

Probably 

Definitely 

Definitely 

Probably 

Might  Not 

Not 

Not 

□ 

□ 

□ 

□ 

□ 

□ 


□ 


How  satisfied  are  you  overall  with 
the  quality  of: 

Very 
Satisfied 

Somewhat 
Satisfied 

Neither  Satisfied 
Nor  Dissatisfied 

Somewhat 
Dissatisfied 

Very 
Dissatisfied 

a)  Your  Xerox  product(s) 

□ 

D 

D 

□ 

□ 

b)Sa!es  Support  you  receive 

□ 

□ 

□ 

□ 

□ 

c)Techmcal  Service  you  receive 

□ 

□ 

□ 

□ 

□ 

d)Administrative  Support  you  receive 

□ 

D 

□ 

□ 

□ 

e)Handling  of  Inquiries 

□ 

□ 

□ 

□ 

□ 

f)Supplies  support  you  receive 

□ 

D 

□ 

□ 

□ 

g)XeroxUser  Training 

□ 

□ 

D 

a 

□ 

h)Xerox  Supplied  Documentation 

□ 

□ 

□ 

a 

□ 

Please  complete  4i  and  4j  only  if  you  are 
personal  computers  and  wordprocessors) 

the  decision  maker  for 

systems  products  (printers. 

workstatior 

i)  Your  Xerox  supplied  software 

D 

□ 

D 

a 

D 

j)  Xerox  Systems  Analyst  Support 

□ 

□ 

□ 

a 

□ 

k)Telephone  Hotline  Support 

□ 

□ 

□ 

a 

□ 

SECTION  II:  SALES  SUPPORT 


How  satisfied  are  you  with  Xerox 
Sales  Representatives  with  regard  to: 

a)  Timeliness  of  response  to  your  inquiries 

b)  Frequency  of  contact  to  review  your  needs 

c)  Frequency  of  contact  to  provide  information 
about  new  Xerox  products  and  services 

d)  Product  knowledge 

e)  Application  Knowledge 

f)  Understanding  of  your  business  needs 

g)  Accuracy  in  explaining  terms  /  conditions 
h)  Ability  to  resolve  problems 

i)    Professionalism 
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SECTION  III:    CUSTOMER  SUPPORT 

u.       What  was  the  purpose  of  your  most  recent  call  to  Xerox?    □    inquiry       □    Problem      □    Haven't  called,  can't  answer  (skip 

to  Question  10) 

7.  How  long  ago  did  you  make  this  call?     D  'ess  than  3  months        D3-6months        D  6-1 2  months       Q  Greater  than  1 2  months 

8.  What  Xerox  function  did  you  contact?   DSales  QService   Q  Billing      □  Collection  □  Supplies 

□Tel< 

9.  How  satisfied  are  you  with  the  support 
you  received? 

a)Ability  to  get  to  the  right  person(s)  quickly 

b)Attitude  of  Xerox  personnel  who  assisted  you 

c)Ability  to  provide  a  solution 

d)Time  required  to  provide  a  solution 

e)Effectiveness  of  the  solution 

f)Overall  satisfaction  with  support  received 

1 0.      What  specific  things  can  we  do  to  increase  your  satisfaction  with  Xerox,  our  products  and  our  services?  Thank  you 
for  your  feedback! 
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pport 
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QCustomer  R 

elations  Grou 
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Your  Name 

Position      

Tel#  Account  # 

Date  123456789 
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XEROX  CUSTOMER  SATISFACTION  SURVEY:  ADMINISTRATION 

mis  questionnaire  should  be  completed  by  the  individual  who  deals  with  Xerox  administration:  invoices, 

billing,  credit  and/or  collections  for Please  focus  on  your  experiences  in  the 

product  areas  mentioned  as  you  complete  the  questionnaire. 

SECTION  I:    GENERAL  SATISFACTION 


Based  on  your  recent  experience, 
how  satisfied  are  you  with  Xerox? 


Based  on  your  recent  experience,  would  you 
acquire  another  product  from  Xerox? 

Based  on  your  recent  experience,  would  you 
recommend  Xerox  to  a  business  associate? 
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Somewhat 

Neither  Satisfied 

Somewhat 

Very 

Satisfied 

Satisfied 

Nor  Dissatisfied 

Dissatisfied 

Dissatisfied 

□ 
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Might  or 

Probably 

Definitely 

Definitely 

Probably 

Might  Not 

Not 

Not 

□ 

□ 

□ 

□ 
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Very 

Somewhat 

Neithc 

•r  Satisfied 

Somewhat 

Very 

Satisfied 

Satisfied 

Nor  Dissatisfied 

Dissatisfied 

Dissatisfied 

How  satisfied  are  you  overall  with 

the  quality  of: 

a)  Your  Xerox  product(s) 

□ 

D 

□ 

□ 

□ 

b)  Sales  Suport  you  receive 

□ 

□ 

□ 

□ 

□ 

c)Technical  Service  you  receive 

a 

□ 

□ 

□ 

□ 

d)Administrative  Support  you  receive 

a 

□ 

□ 

D 

□ 

e)Handling  of  Inquiries 

a 

□ 

□ 

□ 

□ 

f)  Supplies  support  you  receive 

a 

□ 

□ 

□ 

□ 

g)Xerox  User  Training 

a 

□ 

□ 

□ 

□ 

h)Xerox  Supplied  Documentation 

a 

□ 

□ 

D 

□ 

Please  complete  4i  and4j  only  if 

you 

deal  with  Xerox  administration  for 

systems 

products  (printing  syster 

workstations,  personal  computers  and  wordprocessors) 

i)Your  Xerox  supplied  software 

□ 

□ 

□ 

□ 

□ 

j)  Xerox  Systems  Analyst  Support 
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□ 

□ 

k)Telephone  Hotline  Support 
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□ 

□ 

SECTION  II:  ADMINISTRATIVE  SUPPORT 


How  satisfied  are  you  with  your  Xerox 
invoices  with  regard  to: 

a)  Timeliness  of  receipt 

b)  Clarity /ease  of  understing 

c)  Accuracy 

d)  Ease  of  correcting  billing  errors 

e)  Correct  application  of  payment  to  your 
account 
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SECTION  III :   CUSTOMER  SUPPORT 

c        IWhat  was  the  purpose  of  your  most  recent  call  to  Xerox?    Q    inquiry       Q    Problem      □    Haven't  called,  can't  answer  (skip 

to  Question  10) 

7.  How  long  ago  did  you  make  this  call?     □  Less  than  3  months      D3-6months  □  6-12  months    D  Greater  than  12  months 

8.  What  Xerox  function  did  you  Contact?    rjSales     □  Service       D  Billing       □  Collection   □  Supplies 

□Telephone  Hotline  Support      □Systems  Analyst       □Customer  Relations  Group 

9.  How  satisfied  are  you  with  the  support 
you  received? 

a)Ability  to  get  to  the  right  person(s)  quickly 

b)Attitude  of  Xerox  personnel  who  assisted  you 

c)Ability  to  provide  a  solution 

d)Time  required  to  provide  a  solution 

e)Effectiveness  of  the  solution 

f)Overall  satisfaction  with  support  received 

1 0.      What  specific  things  can  we  do  to  increase  your  satisfaction  with  Xerox,  our  products  and  our  services?  Thank  you 
for  your  feedback! 
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Your  Name 

Position      

Tel  #  Account  # 

Date  123456789 
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XEROX  CUSTOMER  SATISFACTION  SURVEY:  OPERATORS  -  C/D 
F       )fe  answer  the  following  questions  with  reference  to  your  Xerox ,  serial# — 


SECTION  I:    GENERAL  SATISFACTION 


1.       Based  on  your  recent  experience, 
how  satisfied  are  you  with  Xerox? 


Based  on  your  recent  experience,  would  you 
acquire  another  product  from  Xerox? 

Based  on  your  recent  experience,  would  you 
recommend  Xerox  to  a  business  associate? 


How  satisfied  are  you  overall  with 
the  quality  of: 

a)  Your  Xerox  product(s) 

b)  Sales  Support  you  receive 

c)  Technical  Service  you  receive 

d)  Administrative  Support  you  receive 

e)  Handling  of  Inquiries 

f)  Supplies  support  you  receive 
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Very 
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Neither  Satisfied 
Nor  Dissatisfied 
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SECTION  II:  PRODUCT,  SERVICES  and  SUPPLIES 

5.  Based  on  your  recent  experience,  how 
satisfied  are  you  with  the  performance 
of  your  Xerox  product  ? 

a)  Hardware  features  and  capabilities 

b)  Ease  of  use 

c)  Frequency  with  which  service  is  needed 

d)  Copy  quality 

e)  Stability  of  copy  quality 

f)  Frequency  of  paper  jams 

g)  Ease  of  clearing  paper  jams 
h)  Amount  of 'up' time 

6.  How  satisfied  are  you  with  Xerox 
Technical  Service  with  regard  to: 

a)  Ease  of  obtaining  technical  service 

I    b)  Response  time  for  service  calls 

.-^^    c)  Time  required  to  repair  the  machine 

d)  Service  Rep's  overall  ability  to  repair  the 
machine 

e)  Ability  to  repair  the  machine  on  the  1st  visit 

f)  Service  Rep's  professionalism 
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SECTION  II:  PRODUCT.  SERVICES  and  SUPPLIES 

How  satisfied  are  you  with  Xerox  Supplies  very 
/  support  with  regard  to:  Satisfied 

a)  Easeof  ordering  supplies  from  Xerox  □ 

b)  Speed  of  Xerox  supplies  delivery  □ 

c)  Quality  of  supplies  purchased  from  Xerox  □ 


Somewhat 

Neither  Satisfied 
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Very 

Not 

Satisfied 

Nor  Dissatisfied 

Dissatisfied 

Dissatisfied 

Applicable 
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SECTION  III:   CUSTOMER  SUPPORT 

What  was  the  purpose  of  your  most  recent  call  to  Xerox?    Q    inquiry       □    Problem      □    Haven't  called,  can't  answer  (si 

to  Question  12) 


How  long  ago  did  you  make  this  call?    □  less  than  3  mon  □  3-6  months 


□  6-12  months  □  Greater  than  12  months 


What  Xerox  function  did  you  contact?    DSales     □  Service        □  Billing       □  Collection   □  Supplies 

nCustomer  Relations  Group 


1. 


D 


How  satisfied  are  you  with  the  support 
you  received? 

a)Ability  to  get  to  the  right  person(s)  quickly 

b)Attitude  of  Xerox  personnel  who  assisted  you 

c)Ability  to  provide  a  solution 

d)Time  required  to  provide  a  solution 

e)Effectiveness  of  the  solution 

f)Overall  satisfaction  with  support  received 


What  specific  things  can  we  do  to  increase  your  satisfaction  with  Xerox,  our  products  and  our  services?  Thank  you 
for  your  feedback! 
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BUREAU  OF  LAND  MANAGEMENT 

Survey  -  Public  Room  Customer  Satisfaction 

Please  check  one  answer  per  question.    If  the  question  is  not  applicable  to  your  situation,  go  to  the  next  question. 

1.  Based  on  your  recent  experience,  how  satisfied  are  you  with  the  Bureau  of  Land  Management  Public 

Room? 

Neither 
Very  Satisfied  nor       Somewhat        Very 

Satisfied       Satisfied         Dissatisfied  Satisfied      Dissatisfied     Unknown 

•  Ability  to  get  to  right  person  quickly 

•  Attitude  of  personnel  who  assisted  you 

•  Time  required  to  provide  solution 

•  Overall  satisfaction  with  support  received 


In  your  most  recent  contact  with  the  BLM  public  room,  did  you: 


□ 

D 

□ 

□ 

□ 

□ 

D 

□ 

□ 

□ 

D 

□ 

D 

□ 

□ 

D 

□ 

D 

□ 

□ 

□ 

□ 

□ 

D 

□  Visit  a  BLM  office. 

l_l  Telephone  a  BLM  office. 

D  Write  to  a  BLM  office. 


How  long  ago  did  you  make  this  contact  with  the  BLM  Public  Room? 

LJ  Less  than  three  months. 

I I  More  than  three  months,  less  than  six  months. 

I — I  Six  months  or  longer. 


If  you  visited  a  BLM  Public  Room,  how  quickly  did  you  receive  public  room  assistance? 

I I  Immediately. 

I — I  I  had  to  wait  for  an  employee  to  assist  me. 

I I  I  needed  assistance,  but  did  not  receive  any. 

I  did  not  need  assistance. 

1  did  not  visit  a  BLM  Public  Room. 


□ 

D 


If  you  visited  a  BLM  Public  Room,  what  is  your  level  of  expectation  regarding  the  time  frame  within  which 
you  should  receive  service? 


If  you  telephoned  a  BLM  Public  Room,  how  quickly  did  you  receive  the  information  you  requested? 

LJ  Within  one  week  of  request. 

I I  Within  two  weeks  of  request. 

l_l  Within  three  weeks  of  request. 

I I  Longer  than  three  weeks  of  request. 

I I  Did  not  receive  requested  information. 

I — I  I  received  the  requested  information  at  the  time  of  my  telephone  call. 

LI  I  did  not  telephone  a  BLM  Public  Room. 


If  you  wTOte  to  a  BLM  office,  how  quickly  did  we  respond'] 

I I  Within  one  week  of  request. 

I I  Within  two  weeks  of  request. 

I I  Within  three  weeks  of  request. 

I I  Longer  than  three  weeks  of  request. 

LJ  My  inquiry  was  not  answered. 

LJ  I  did  not  write  to  a  BLM  office. 


8.  The  assistance  in  using  BLM  records  and  computers  provided  by  the  public  room  staff  was: 

□  Very  helpful. 

I I  Somewhat  helpful. 

I I  Neither  helpful  nor  not  helpful. 

□  Not  helpful. 

LJ  No  attempt  to  help  was  made. 

I I  Did  not  need  or  request  assistance. 

I — I  Don't  know. 


Have  your  requests  for  copies  of  BLM  documents  been  received  in  the  timeframe  promised? 

□  Yes. 


□  No. 

I I  Did  not  request  copies. 


10.  BLM  records  in  the  public  room  are: 

I I  Generally  up  to  date. 

I I  Sometimes  up  to  date. 

I I  Rarely  up  to  date. 

I I  Adequate  for  my  needs. 

LJ  Don't  know. 


11.  BLM  records  located  in  the  public  room,  which  you  need  to  research,  are: 

l_l  Easy  to  find. 

I I  Sometimes  easy  to  find. 

D  Difficult  to  find. 

LI  Don't  know. 


12.  If  you  had  a  question  about  your  BLM  account,  did  the  answer  you  received  meet  your  needs? 

D  Yes. 

□  No. 

I I  I  had  no  questions  about  accounts. 


13.         What  specific  things  can  we  do  to  increase  your  satisfaction  with  our  BLM  Public  Room?  Thank  you 
for  your  help! 


BUREAU  OF  LAND  MANAGEMENT 
Public  Room  Customer  Satisfaction  Survey 
SURVEY  ADMINISTRATION  INSTRUCTIONS: 

Survey  Administration 

1.  Once  a  year  the  survey  will  be  administered  for  one 
week. 

2.  Select  a  week  most  likely  to  obtain  a  representative 
sample  of  customers.   Do  not  select  a  holiday  week 
or  a  week  with  an  unusual  event. 

3.  Establish  an  "in-box"  or  other  special  area  with  a 
visible  sign  for  return  of  surveys. 

4.  Notify  your  mailroom  of  the  survey  and  provide 
instructions  for  appropriate  delivery. 

5.  Your  office  address  and  a  return  business  reply 
indicia  or  a  metered  postage  strip  is  a  must! 

6.  Maintain  a  record  of  the  number  of  surveys  sent  out 
(include  those  handed  out  in  person) .   This  is 
important  to  determine  the  rate  of  return. 

7.  Request  that  each  walk-in  customer  complete  the 
survey  and  return  it  to  the  collection  area  or  mail 
it  in. 

8.  Obtain  the  name  and  address  of  each  telephone 
customer  if  possible.  Mail  a  survey  to  each  one  (but 
only  once! ) 

9.  Include  a  survey  in  the  envelope  of  each  response  to 
a  write-in  inquiry  received. 

Survey  Tallying 

1.  Separate  all  returned  surveys  into  groups  by  the 
contact  method.   The  categories  are:  "walk-in", 
"telephone",  "write-in". 

2.  Using  a  blank  survey  form  for  each  category,  count 
all  of  the  responses  to  each  question. 

3.  Using  the  WordPerfect  scoring  program,  place  the 
totals  of  each  of  the  walk-in  questions  into  the 
appropriate  blanks. 

4.  Calculate  the  scores  using  the  directions  found  in 
the  "Comment"  boxes  of  the  scoring  program. 

5.  Name  and  save  the  WordPerfect  survey  tally  for 
printing,  i.e.  "Write",  "Tele",  "Visit",  or  an 
identifier  of  your  choice. 

6.  Repeat  the  Survey  Talley  instructions  #3-#5  for  the 
groups  of  responses  for  telephone  inquiries  and  for 
written  inquiries. 


BUREAU  OF  LAND  MANAGEMENT 

Public  Room  Customer  Satisfaction  Survey 
INSTRUCTIONS  FOR  USE  OF  WORDPERFECT  SCORING  PROGRAM: 

For  your  convenience: 

1.  Tab  stops  and  mathematical  formulas  are  built  into 
this  form. 

2.  Use  the  "down  arrow  key"  to  reach  the  appropriate 
line  and  then, 

3 .  Use  the  "ALT-right  arrow  key"  to  reach  the 
appropriate  column  for  data  entry. 

4.  For  question  #1,  enter  the  results  of  your 
questionnaire  response  count  in  the  appropriate 
"Very  Satisfied,  Satisfied,  Neither 
Satisfied/Dissatisfied,  Somewhat  Satisfied,  Very 
Dissatisfied,  or  Unknown"  rating  column. 

5.  Calculate  the  results  for  question  #1  before 
continuing.   See  steps  1-7  below,  "Calculating 
Results". 

6.  For  question  #2-4  and  #6-12,  enter  the  results  of 
your  questionnaire  response  count  in  the  "Total 
Responses"  column. 

7.  The  results  for  questions  #2-4  and  #6-12  must  be 
calculated.   See  steps  1-7  below,  "Calculating 
Results" . 


INSTRUCTIONS  FOR  CALCULATING  RESULTS  OF  SURVEY  TALLY: 

To  execute  the  calculate  command  and  to  see  your  results, 


1. 
2. 
3. 

4. 
5. 

6. 


7. 


Position  your  cursor  within  the  table  area. 

Display  the  Math/Columns  menu  (ALT  F7) . 

Select  5)  Math. 

Select  1)  Calculate. 

A  "Please  Wait"  message  will  appear  during  the 

calculation  process. 

When  the  "Please  Wait"  message  ends  and  the 

calculation  process  is  over,  the  "Table  Edit"  menu 

reappears. 

Exit  (F7)  from  the  menu  to  return  to  your  document 


PRINT  INFORMATION: 


1.  This  WordPerfect  scoring  program  was  developed 
using  WP5.1. 

2.  The  Public  Room  Customer  Satisfaction  Survey  form 
uses  the  HP  "WordPerfect"  cartridge.  Fonts  used: 
8pt,  lOpt,  12pt,  14pt,  and  18pt  CG  Times;  Courier 
lOcpi. 

3.  The  WordPerfect  Survey  Tally  form  uses  Courier 
lOcpi  and  Line  printer  16.67  cpi. 

4.  The  printer  selection  for  these  documents  was  HP 
Laserjet  Series  II.  
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Memorandum 

To:  Chief,  Directives  and  Regulatory  Management,  PMI 

Through:  Assistant  Director,  Support  Services 

From:  Chief,  Division  of  Information  Resources  Management 

Subject:    Approval  of  Information  Collection  Burden  Hours  Not 
Included  in  the  Current  ICB 

Enclosed  is  a  package  for  approval  of  burden  hours  not  included  in  the  current 
ICB.   The  information  requested  in  this  collection  involves  the  responses  from 
members  of  the  public  about  the  degree  of  satisfaction  with  BLM  public  room 
services  and  products. 

The  need  for  this  information  collection  evolved  because  attaining  a  high 
level  of  customer  satisfaction  is  a  primary  building  block  in  productivity 
improvement,  an  activity  mandated  by  Executive  Order  12637  dated  April  27, 
1988.   Measuring  satisfaction  will  help  determine  where  productivity  efforts 
should  best  be  directed.   BLM  public  room  customers  are  one  of  this  agency's 
most  frequent  visitors  to  field  offices,  and  one  of  the  highest  users  of 
public  room  records  and  information;  thus  determining  the  satisfaction  level 
of  these  customers  with  BLM  public  rooms  will  be  valuable  information  to 
facilitate  achievement  of  productivity  goals. 

The  scope  of  the  information  collection  is  limited.   The  instrument  is  a 
survey  to  be  administered  yearly  for  an  entire  week  to  all  members  of  the 
public  who  contact  BLM  public  rooms.   This  instrument  will  be  tested  in  two 
Bureau  field  offices,  and  revised  if  necessary.   Estimated  burden  hours  will 
also  be  updated  if  the  actual  figures  are  significantly  different  from  those 
stated.   No  Privacy  Act  information  will  be  collected,  and  only  aggregates  of 
the  information  will  be  used  for  analysis. 

Computations  collected  from  the  surveys  will  be  used  to  determine  overall  the 
satisfaction  level  with  specific  BLM  public  rooms,  and  the  areas  needing 
improvement.   The  information  can  be  used  to  plan  additional  training,  modify 
staffing,  or  adjust  procedures.   The  consequences  on  not  collecting  this 
information  include: 

-No  information  will  exist  about  the  level  of  satisfaction  of  a 

significant  agency  customer  base. 
-The  agency  will  be  unable  to  meet  productivity  goals. 
-The  requirements  of  Executive  Order  12637  will  not  be  satisfied. 


) 


Public  interest  will  be  served  by  collecting  this  information,  since  feedback 
by  the  direct  public  will  enable  BLM  to  more  effectively  serve  this  particular 
client  base. 

If  you  have  questions  about  this  information  collection  request,  please 
contact  Gerri  Jenkins  at  653-6105. 
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Public  Room  Customer  Satisfaction  Survey 
Supporting  Statement 

A.    Justification 

1.  By  Executive  Order  12637  of  April  27,  1988,  The  President  of  the  United 
States  established  a  comprehensive  program  to  improve  productivity  throughout 
all  Executive  departments  and  agencies.   The  goal  of  this  program  is  to 
improve  the  quality,  timeliness,  and  efficiency  of  services  provided  by  the 
Federal  Government,  and  to  achieve  an  annual  average  productivity  increase  of 
three  percent.   This  information  is  being  collected  in  order  to  accurately 
determine  a  baseline  of  efficiency  from  which  additional  productivity  can  be 
achieved  and  documented. 

2.  Information  will  be  collected  by  means  of  a  questionnaire  (BLM  form  no. 
1120-8)  administered  to  members  of  the  public  who  write,  telephone,  or  visit 
BLM  State  Offices,  New  Mexico  or  Montana.   The  information  collection  will  be 
limited  to  one  week  annually.   Respondents  may  mail  or  return  the 
questionnaire  in  person  to  the  Bureau  for  tallying.   This  questionnaire  is 
strictly  voluntary,  with  no  demographic  or  personal  identifiers  included.   The 
purpose  of  this  instrument  is  to  collect  information  to  determine  a  baseline 
of  customer  satisfaction.   The  information  will  be  used  to  compare  against 
specific  productivity  goals  and  to  assess  where  additional  service 
improvements  are  needed. 

Members  of  the  public  contact  public  rooms  either  in  person,  or  by  writing  or 
telephoning.   Information  is  needed  about  the  method  of  contact  and  the 
overall  efficiency  of  service  provided  by  BLM.   Other  services  provided  by  the 
public  room  include  providing  photocopies,  general  assistance,  records 
research,  and  deposit  accounts  information  for  members  of  the  public. 
Questions  have  been  designed  to  measure  these  specific  areas.   Also  are  two 
questions  designed  to  measure  overall  level  of  satisfaction  and  areas  needing 
improvement.   Without  information  included  in  this  questionnaire,  productivity 
goals  cannot  be  met,  nor  can  areas  needing  improvement  be  ascertained. 
Consequences  of  not  collecting  this  information  include: 

-No  information  would  exist  about  the  level  of  satisfaction  of  a 

significant  agency  customer  base. 
-The  agency  will  be  unable  to  meet  productivity  goals. 
-The  requirements  of  Executive  Order  12637  will  not  be  satisfied. 

3.  Information  collected  includes  the  general  satisfaction  of  customers 
with  the  service  and  efficiency  of  the  Bureau  public  room.   Responses 
submitted  on  form  1120-8  will  be  tallied  and  placed  in  a  specific  report 
format. 

4.  No  similar  information  pertaining  to  the  satisfaction  of  Bureau 
customers  is  available. 

5.  No  information  is  available  which  can  be  used  in  lieu  of  the  information 
to  be  collected. 


6.  Information  is  collected  from  a  variety  of  customers,  which  may  include 
small  businesses  or  the  general  public.  Excluding  responses  from  the  overall 
customer  base  is  impractical. 

7.  Initially,  this  information  collection  will  be  used  as  a  prototype  to 
test  the  survey  instrument.   Annual  collection  will  provide  information  for 
possible  budget  adjustments,  performance  reviews,  and  management  planning. 
Collecting  this  information  less  than  annually  would  prevent  the  early 
detection  of  areas  needing  productivity  improvement. 

8.  This  information  being  collected  is  consistent  with  guidelines  in  5  CFR 
1320.6. 

9.  Department  of  Interior  -  Janet  Bishop  (FTS  268-2825)  provided  review 
coordination  by  cooperative  agreement  with  Xerox  Corporation.   No  public 
review  or  comment  was  solicited.   However,  this  information  will  be  published 
in  the  Federal  Register  and  comments  from  the  public,  if  any,  will  be 
considered. 

10.  No  Privacy  Act  information  will  be  collected. 

11.  No  questions  of  a  sensitive  nature  will  be  asked. 

12.  Total  cost  to  the  Federal  Government  of  preparing,  photocopying, 
mailing,  and  tallying  the  questionnaire  is  estimated  at  $4324.00  (or 
approximately  $10.81  per  response).   This  figure  includes: 

Questionnaire  preparation  -  $4,000  (100  hours  @  $40.00  per  hour) 
Photocopying  -  $80.00  (400  X  4  pages  @  $.05) 
Mailing  -  $29.00  (100  @  $.29) 

-  Note:   approximately  100  of  the  questionnaires  will  be  mailed 
Return  postage  paid  -  $35.00  (100  @  $.35) 
Tallying  responses  -  $200.00  (10  hours  @  $20.00  per  hour). 

Cost  to  respondents  is  estimated  to  be  $1.60  each,  or  a  total  of  $640,  based 
on  $20.00  per  hour  for  time  spent  reading  instructions,  answering  questions 
and  returning  the  questionnaire.   These  figures  have  been  estimated,  based  on 
costs  for  other  similar  collection  efforts. 

Because  this  information  collection  is  new,  these  figures  are  estimated  as 
accurately  as  possible.   Figures  will  be  updated  as  the  need  arises. 

13.  It  will  take  an  average  of  five  minutes  (.08  hours)  for  an  applicant  to 
supply  the  requested  information.   This  includes  the  time  needed  to  read  and 
understand  instructions,  and  to  complete  the  questionnaire.   The  questionnaire 
does  not  require  the  respondent  to  collect  or  maintain  data,  but  seeks  an 
opinion  on  the  quality  of  service  provided  by  the  BLM  public  room.   Estimated 
completion  time  for  the  average  response  time  was  based  on  completion  of  the 
questionnaire  by  BLM  employees.   The  questionnaire  will  be  administered 
yearly,  for  an  entire  week,  in  two  BLM  State  Offices.   Approximately  400 
questionnaires  are  expected  to  be  returned  to  BLM. 
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If  this  request  is  approved  for  collection,  the  current  inventory  will  be 
increased  by  thirty- two  burden  hours.   The  burden  hours  were  not  included  in 
the  current  ICB  as  this  is  a  new  information  collection.   The  annual  burden  is 
calculated  as  follows: 

400  estimated  respondents 
X     .08   estimated  completion  time 
32   estimated  burden  hours 

14.  Since  this  is  a  new  information  collection  there  are  -0-  burden  hours  in 
the  current  inventory,  but  the  inventory  is  expected  to  be  increased  by  the 
thirty- two  burden  hours  being  requested. 

15.  Not  applicable. 

B.     Collection  of  Information  Employing  Statistical  Methods 

This  section  is  not  applicable.   Statistical  methods  are  not  employed. 
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BLM  Form  No.  1120-8  OMB  #(To  Be  Assigned) 

Expires  xx/xx/xx 

BUREAU  OF  LAND  MANAGEMENT 

Survey  -  Public  Room  Customer  Satisfaction 

Dear  Public  Room  Customer: 

As  a  part  of  the  Bureau  of  Land  Management's  total  quality  management  efforts,  we  are 
conducting  a  survey  of  public  room  customers  to  obtain  feedback  about  the  quality  of  service  and 
areas  where  improvements  are  needed  most. 

Our  records  show  you  recently  contacted  a  BLM  public  room.  Your  responses  to  the  enclosed 
questions  will  help  us  to  better  meet  your  needs. 

Please  take  a  few  minutes  to  complete  the  attached  questionnaire,  fold  it  with  the  address  on  the 
outside,  and  staple  or  tape  the  pages  closed.  You  may  drop  it  in  a  mailbox;  no  postage  is 
required. 

Thank  you  for  your  help. 


State  Director 
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PAPERWORK  REDUCTION  STATEMENT 


This  information  is  being  collected  to  provide  information  to  the  Bureau  of  Land  Management 
regarding  public  reception/information  services,  and  will  be  used  to  evaluate  and  improve  these 
services  to  members  of  the  public.  Response  to  this  request  is  voluntary.  No  action  may  be  taken 
against  you  for  refusing  to  supply  the  information  requested.  No  Privacy  Act  information  is  being 
collected. 


ESTIMATED  BURDEN  STATEMENT 

Public  reporting  burden  for  this  form  is  estimated  to  average  five  minutes  per  response,  including 
the  lime  for  reviewing  instructions,  gathering  and  maintaining  data,  and  completing  and  reviewing 
the  form.  Direct  comments  regarding  the  burden  estimate  or  any  other  aspect  of  this  form  to  the 
Bureau  Information  Collection  Clearance  Officer,  Bureau  of  Land  Management,  1849C  Street  NW, 
Washington,  D.  C  20240;  and  the  Office  of  Management  and  Budget,  Paperwork  Reduction 
Project,  OMB  #  [to  be  assigned],  Washington  D.  C  20503  (202)  395-7340. 


BUREAU  OF  LAND  MANAGEMENT 

Survey  -  Public  Room  Customer  Satisfaction 

Please  check  one  answer  per  question.    If  the  question  is  not  applicable  to  your  situation,  go  to  the  next  question. 


Based  on  your  recent  experience,  how  satisfied  are  you  with  the  Bureau  of  Land  Management  Public 
Room? 

Neither 
Very  Satisfied  nor       Somewhat         Very 

Satisfied       Satisfied         Dissatisfied         Satisfied       Dissatisfied     Unknown 


•  Ability  to  get  to  right  person  quickly 

•  Attitude  of  personnel  who  assisted  you 

•  Time  required  to  provide  solution 

•  Overall  satisfaction  with  support  received 


□ 

□ 

□ 

a 

□ 

a 

□ 

□ 

□ 

a 

a 

a 

□ 

□ 

a 

a 

a 

a 

□ 

□ 

a 

a 

□ 

□ 

2.  In  your  most  recent  contact  with  the  BLM  public  room,  did  you: 

D  Visit  a  BLM  office. 

I I  Telephone  a  BLM  office. 

D  Write  to  a  BLM  office. 


3.  How  long  ago  did  you  make  this  contact  with  the  BLM  Public  Room? 

I I  Less  than  three  months. 

I I  More  than  three  months,  less  than  six  months. 

I I  Six  months  or  longer. 


If  you  visited  a  BLM  Public  Room,  how  quickly  did  you  receive  public  room  assistance? 

I I  Immediately. 

I I  I  had  to  wait  for  an  employee  to  assist  me. 

I I  I  needed  assistance,  but  did  not  receive  any. 

I I  I  did  not  need  assistance. 

LJ  I  did  not  visit  a  BLM  Public  Room. 


5.  If  you  visited  a  BLM  Public  Room,  what  is  your  level  of  expectation  regarding  the  time  frame  within  which 

you  should  receive  service? 


6.  If  you  telephoned  a  BLM  Public  Room,  how  quickly  did  you  receive  the  information  you  requested? 

I I  Within  one  week  of  request. 

I I  Within  two  weeks  of  request. 

I I  Within  three  weeks  of  request. 

I I  Longer  than  three  weeks  of  request. 

I I  Did  not  receive  requested  information. 

I — I  I  received  the  requested  information  at  the  time  of  my  telephone  call. 

I I  I  did  not  telephone  a  BLM  Public  Room. 

7.  If  you  wrote  to  a  BLM  office,  how  quickly  did  we  respond? 

I I  Within  one  week  of  request. 

I I  Within  two  weeks  of  request. 

I I  Within  three  weeks  of  request. 

I I  Longer  than  three  weeks  of  request. 

I I  My  inquiry  was  not  answered. 

I I  I  did  not  write  to  a  BLM  office. 


The  assistance  in  using  BLM  records  and  computers  provided  by  the  public  room  staff  was: 

I I  Very  helpful. 

I I  Somewhat  helpful. 

I I  Neither  helpful  nor  not  helpful. 

D  Not  helpful. 

I — I  No  attempt  to  help  was  made. 

I I  Did  not  need  or  request  assistance. 

I — I  Don't  know. 


Have  your  requests  for  copies  of  BLM  documents  been  received  in  the  timeframe  promised? 

□  Yes. 

□  No. 

I I  Did  not  request  copies. 


10.         BLM  records  in  the  public  room  are: 

I I  Generally  up  to  date. 

I I  Sometimes  up  to  date. 

I I  Rarely  up  to  date. 

I I  Adequate  for  my  needs. 

I I  Don't  know. 


11.  BLM  records  located  in  the  public  room,  which  you  need  to  research,  are: 

Q  Easy  to  find. 

I I  Sometimes  easy  to  find. 

□  Difficult  to  find. 

I I  Don't  know. 


12.  If  you  had  a  question  about  your  BLM  account,  did  the  answer  you  received  meet  your  needs? 


□  Yes. 

□  No. 

I I  I  had  no  questions  about  accounts. 


13.         WTiat  specific  things  can  we  do  to  increase  your  satisfaction  with  our  BLM  Public  Room?  Thank  you 
for  your  help! 


EO  12637  Titto  3— The  President 

Executive  Order  12837  of  April  27,  1988 

Productivity  Improvement  Program  for  the  Federal 
Government 


By  virtue  of  the  authority  vested  in  me  as  President  by  the  Constitution  anc 
laws  of  the  United  States  of  America,  including  the  Budget  and  Accounting 
Act  of  1921.  as  amended,  and  in  order  to  further  improve  a  comprehensive 
program  for  the  improvement  of  productivity  throughout  all  Executive  de- 
partments and  agencies,  it  is  hereby  ordered  as  follows: 

Section  1.  There  is  hereby  established  a  government-wide  program  to  im- 
prove  the  quality,  timeliness,  and  efficiency  of  seryjcej  prov'dpd  by  the 
Federal Jjfovemment.  The  goal  of  the  program  shall  be  to  improve  the  qual- 
ity and  timeliness  of  service  to  the  public  and  to  achieve  an  annual  average 
productivity  increase  of_3j»ercent  in  appropriate  functions.  Each  Executive 
department  and  agency  will  gradually  include  appropriate  functions  in  the 
Productivity  Improvement  Program,  so  that  by  1991  all  appropriate  func- 
tions are  covered. 

Sec  2.  As  used  in  this  Order,  the  term: 

(a)  "Productivity"  means  the  efficiency  with  which  resources  are  used  to 
produce  a  government  service  or  product  at  specified  levelsofjjuabty  and 
timeliness; 

(b)  "Appropriate  functions"  means  those  agency  program  functions  that 
produce  measurable  outputs  in  the  form  of  services  to  the  public; 

(c)  "Public"  means  a  customer  outside  the  organization,  such  as  citizens, 
businesses?  State  and  local  governments,  other  countries  and/or  their  citi- 
zens, other  agencies,  the  military; 

(d)  "Outputs"  means  products  or  services  delivered  to  the  public; 

(e)  "Measurement  system"  means  both  the  specific  measures  used  to  deter- 
mine whether  standards  of  quality,  timeliness,  and  efficiency  of  services 
are  being  met,  and  the  procedures  for  the  collection  and  reporting  of  data 
resulting  from  application  of  productivity  measures; 

(f)  "Organizational  performance  standard"  means  a  statement  that  quanti- 
fies and  describes  t}ie  desired  level  of  quality,  timeliness,  and  efficiency  of 
services  to  be  provided  by  an  organization: 

(g)  "Management  review"  means  the  review  by  the  Director  of  the  Office  of 
Management  and  Budget,  as  part  of  the  budget  process  of  agency  accom- 
plishments and  plans  for  management  and  productivity  improvements. 

Sec.  3.  The  head  of  each  Executive  department  and  agency  shall: 

(a)  Develop  a  complete  inventory  of  all  appropriate  functions  to  be  included 
in  the  productivity  program,  use  the  agency's  planning  process  to  review 
current  functions,  and  develop  agency  goals  and  objectives  forjmpjove- 
ment  in  services  to  the  public. 

(b)  Develop  and  submit  annually  to  the  Office  of  Management  and  Budget  a 
productivity  plan.  Each  plan  shall  conform  to  the  policy  guidance  issued  by 
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the  Director  of  the  Office  of  Management  and  Budget,  pursuant  to  Section  5 
of  this  Order,  and  shall: 

(1)  set  forth  the  agency's  productivity  goals  and  objectives; 

(2)  target  priorities  for  the  year  and  expand  coverage  each  subsequent  year 
to  additional  appropriate  functions,  with  the  objective  of  complete  coverage 
of  all  appropriate  functions  by  1991; 

(3)  describe  the  proposed  actions  designed  to  make  the  agency's  operations 
and  delivery  of  services  more  efficient  and  responsive: 

(4)  describe  the  methods,  including  efficiency  reviews  and  cost  comparisons 
with  the  private  sector,  that  the  agency  will  use  either  to  improve  its  own 
service,  or  to  make  use  of  commercial  services  available  in  the  private 
sector  when  it  is  economical  to  do  so;  and 

(5)  describe  the  measurement  systems  to  be  used  by  the  agency  to  gauge 
quality,  timeliness,  and  efficiency. 

(c)  Implement  the  productivity  program  after  the  Management  review  by 
the  Director  of  the  Office  of  Management  and  Budget  as  provided  in  Sec- 
tion 6. 

(d)  Assess  annually  the  agency's  progress  toward  achieving  objectives  and 
priorities,  including  documented  gains  and  cost  savings.  This  assessment 
will  form  the  basis  of  the  agency's  report  to  the  President  as  required  by 
Section  4. 

(e)  Designate  a  senior  official  responsible  for  guiding  the  agency's  produc- 
tivity improvement  program. 

(f)  Inform  agency  managers  and  employees  that  they  are  expected  to  be  re- 
sponsible for  improvements  in  the  quality,  timeliness,  and  efficiency  of 

_sejxices.  -~ 

(g)  Include  productivity  and  quality  improvement  goals  in  the  performance 
appraisals  of  managers  and  supervisors. 

(h)  Encourage  employee  participation  in  the  productivity  program  through 
employee  trainingTemployee  involvement  In  work-related  decisions,  incen- 
tives,  recognition,  and  rewards  and  by  taking  actions  to  minimize  negative 
impacts  on  employees  that  may  occur  as  a  result  of  the  productivity  pro- 
gram. 

Sec.  4.  The  head  of  each  Executive  department  and  agency  shall  report  an- 
nually to  the  President  through  the  Domestic  Policy  Council  on  accomplish- 
ments achieved  under  the  plan.  The  annual  report  will  form  the  basis  of  the 
Management  Report  to  the  Congress. 

Sec.  5.  The  Director  of  the  Office  of  Management  and  Budget  is  authorized 
to: 

(a)  Develop  and  promulgate  goals,  policies,  principles,  standards,  and  guide- 
lines for  the  effective  administration  of  this  Order  by  Executive  depart- 
ments and  agencies;  and 

(b)  Identify  and  propose  the  elimination  of  statutory  and  regulatory  barriers 
that  inhibit  opportunities  to  make  improvements  in  productivity. 
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Sec.  6.  The  Director  shall  review,  through  the  management  review  process, 
each  agency's  productivity  plan  based  upon  the  requirements  and  guidance 
issued  pursuant  to  Section  5  of  this  Order.  Nothing  in  this  Section  shall  be 
construed  as  displacing  agency  responsibilities  delegated  by  law. 

Sec  7.  The  Director  of  the  Office  of  Management  and  Budget  shall  submit 
to  the  Congress,  in  conjunction  with  the  President's  budget,  a  report  on  pro- 
ductivity plans  and  accomplishments  of  the  agencies  and  the  government  as 
a  whole. 

Sec  8.  The  Director  of  the  Office  of  Personnel  Management  shall: 

(a)  Review  Federal  personnel  policies  and  programs  and  make  or  recom- 
mend such  changes  as  are  appropriate  to  support  productivity  improvement; 

(b)  Review  incentive  policies  and  programs  for  Federal  employees  and 
make  or  recommend  such  changes  as  are  appropriate  to  increase  the  pro- 
ductivity of  the  Federal  Government: 

(c)  Develop  and  implement  training  programs  for  Federal  employees  in  sup- 
port of  productivity  improvements; 

(d)  Review  policies  and  programs  for  Federal  employees  who  may  be  dis- 
placed by  productivity  improvements  and  make  or  recommend  such 
changes  as  are  appropriate  to  ensure  that  such  policies  and  programs  will 
minimize  any  adverse  impact  on  Federal  employees. 

Sec  9.  Executive  Order  No.  12552  of  February  25,  1986,  is  hereby  supersed- 
ed 

RONALD  REAGAN 
THE  WHITE  HOUSE 
April  27.  1988. 


Executive  Order  12638  of  April  28.  1988 

Delegation  of  Functions  Relating  to  the  Implementation  of  the 
Inter-American  Convention  on  Letters  Rogatory  and 
Additional  Protocol 


On  October  9.  1986.  the  Senate  gave  its  advice  and  consent  to  ratification 
of  the  Inter-American  Convention  on  Letters  Rogatory  and  Additional  Pro- 
tocol. The  instrument  of  ratification  was  signed  by  the  President  on  Novem- 
ber 10.  1986.  The  Convention  and  Additional  Protocol  require  that  contract- 
ing states  designate  central  authorities  to  give  effect  to  the  Convention's 
provisions. 

In  order  that  the  Government  of  the  United  States  of  America  may  give  full 
and  complete  effect  to  the  Convention  and  Additional  Protocol,  it  is  expedi- 
ent and  necessary  that  the  Department  of  justice  perform  certain  functions. 
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[4310-84] 

DEPARTMENT  OF  THE  INTERIOR 

Bureau  of  Land  Management 

[YA-324-4550-241A] 

Information  Collection  Submitted  to  the  Office  of  Management  and  Budget  for 

Review  Under  the  Paperwork  Reduction  Act 

The  proposal  for  the  collection  of  information  listed  below  has  been  submitted 
to  the  Office  of  Management  and  Budget  for  approval  under  the  provisions  of 
the  Paperwork  Reduction  Act  (44  U.S.C.  Chapter  35).   Copies  of  the  proposed 
collection  of  information  and  related  forms  may  be  obtained  by  contacting  the 
Bureau's  Clearance  Officer  at  the  phone  number  listed  below.   Comments  and 
suggestions  on  the  proposal  should  be  made  directly  to  the  Bureau  Clearance 
Officer  and  to  the  Office  of  Management  and  Budget,  Paperwork  Reduction 
Project  (not  yet  assigned),  Washington,  DC  20503,  telephone  202-395-7340. 

Title:   Survey  -  Public  Room  Customer  Satisfaction 

0MB  approval  number:  (Not  yet  assigned) 

Abstract:   Respondents  provide  information  on  the  quality  of  Bureau  public 
room/reception  area  service  received,  either  by  telephone,  in  writing,  or  in 
person.   This  information  allows  the  Bureau  to  determine  if  changes  to  service 
are  necessary  to  improve  assistance,  timeliness,  or  better  meet  information 
needs  of  members  of  the  public. 


Bureau  form  number:   1120-8 

Frequency:   Annually 

Description  of  respondents:   Individuals,  or  organizations  using  BLM  public 
rooms/reception  areas,  or  any  other  means  of  inquiries  from  the  public  to 
acquire  information  or  assistance  from  BLM. 

Estimated  completion  time:   Five  minutes. 

Annual  responses :   400 

Annual  burden  hours:   32 

Bureau  Clearance  Officer  (Alternate):   Gerri  Jenkins  202-653-6105 


Date  Assistant  Director,  Support  Services 


da 

M 

f 

o 
o 

I 


Bibliography 

CREATING  THE  QUALITY  COMPANY. 

Tribus,  Myron  and  Tsuda,  Yoshikazu.   Center  for  Advanced 
Engineering  Study,  Massachusetts  Institute  of  Technology. 

DESIGN  AND  IMPLEMENTATION  OF  TOTAL  QUALITY  MANAGEMENT  IN  A  CIVIL 
ENGINEERING  SQUADRON.   Robert  M.  Wertz.   September  1989. 

EMPOWERMENT:   A  STRATEGY  FOR  INCREASED  QUALITY  IN  AIR  FORCE 

LOGISTICS  COMMAND.   Michael  J.  Krimmer.   September  1989. 

MANAGEMENT  SERVICES  AND  TOTAL  QUALITY  MANAGEMENT. 

Colin  Scurr.   p.  16   Management  Services   V  34  N  7 
July  1990. 

NOMINATION  AS  AN  OMB  QUALITY  IMPROVEMENT  PROTOTYPE  FOR  1990 

Defense  Contract  Administrations  Services  Region.   1989. 

OMB  QUALITY  AND  PRODUCTIVITY  IMPROVEMENT  PROTOTYPE. 
Defense  Industrial  Supply  Center.   1990. 

PERSPECTIVES:   THE  CHALLENGE  OF  TOTAL  QUALITY  MANAGEMENT. 

Thomas  J.  Von  der  Embse.   p.  15  Manage  V  12  N  1  July  1990. 

PLANNING  AND  IMPLEMENTING  TOTAL  QUALITY  MANAGEMENT  IN  AN  AIR  FORCE 
SERVICE  ORGANIZATION:   A  CASE  STUDY. 

Sibyl  H.  Kent.    September,  1989. 

RECOGNIZING  THE  PITFALLS  OF  TOTAL  QUALITY  MANAGEMENT. 

Robert  W.  Laza  and  Perry  L  Wheaton.   p.  17   Public  Utilities 
Fortnightly  V  125  N  8  April  1990. 

A  SYSTEMS  APPROACH  TO  TOTAL  QUALITY  MANAGEMENT. 

Adedeji  B.  Badiru.  p.  33,  Industrial  Engineering  V  22  N  3 
March  90. 

TOMORROW'S  TOTAL  QUALITY  MANAGER. 

Michael  A.  Aquino.   p. 48   Quality  Progress  V  20  N  11 
November  1987. 

TOTAL  QUALITY  MANAGEMENT.   p.  6   Management  Services 
V  34   N  6   June  1990. 

TOTAL  QUALITY  MANAGEMENT  GUIDE  -  A  Two  Volume  Guide  for  Defense 
Organizations.   Department  of  Defense.   February  1990. 

TOTAL  QUALITY  MANAGEMENT:   A  GUIDE  FOR  IMPLEMENTATION. 
Richard  A.  Stimson.   February  1989. 

TOTAL  QUALITY  MANAGEMENT  IMPLEMENTATION:   SELECTED  READINGS. 

Navy  Personnel  Research  &  Development  Center.   April  1989. 


TOTAL  QUALITY  MANAGEMENT  PLAN. 

Defense  Logistics  Agency.   July  1989. 

A  TOTAL  QUALITY  MANAGEMENT  PROCESS  IMPROVEMENT  MODEL.  A.  Houston 
&  S.  L.  Dockstader.   December  1988. 

TOTAL  QUALITY  MANAGEMENT:  A  REVOLUTIONARY  MANAGEMENT  PHILOSOPHY. 
Robert  Rehder  and  Faith  Ralston.  p.  24,  S.A.M.  Advanced 
Management  Journal  V  49  N  3  Summer  1984. 

THE  TQM  COORDINATOR  AS  CHANGE  AGENT  IN  IMPLEMENTING  TOTAL  QUALITY 
MANAGEMENT.   Larry  Wayne  Johnston.   June  1989. 

TQM:   STRATEGY  FOR  '90s  MANAGEMENT. 

Charles  E.  Hendricks  and  Arlene  Triplett. 

p  42   Personnel  Administrator  V  34  N  12   December  1989. 

WHAT  DOES  "PRODUCT  QUALITY"  REALLY  MEAN? 

Garvin,  David  A.    P.  25  -  28.  Sloan  Management  Review 
Fall,  1984. 


